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A customer purchases an 
extended service contract from a retailer. 






The retailer forwards payment 
and an enrollment file to a First Provider. 
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The First Provider processes the customer's enrollment file, 
applies payment for the extended service contract 
and forwards the customer's enrollment data 
to a Second Provider. 






The First Provider mails a fulfillment kit to the customer. 
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Exemplary Claim 
Processing Process 



Customer initiates a 
request for repair or 
replacement of an item. 
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A customer service 
representative verifies 
the customer's contract 
and the customer's 
account information. 
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initiate processing of the 
request by a first provider. 
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From Step 330 From Step 340 




Inform the customer 
that the request is not 
covered by the 
customer's policy. 
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Claim Processing - 
First Provider 
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Provide customer with a 
repair/replacement authorization 
number and instructions. 
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Generate authorization for service 
of the item and transmit authorization 
to repair depot. 
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Customer sends item to repair depot. 
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Repair depot receives item, 
repairs or replaces item, and returns 
item to customer. 
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From Step 440 
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Repair Depot bills First Provider 
for repair or replacement 
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First Provider pays Repair Depot 
for repairing or replacing the item. 
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Provide customer with a 
repair/replacement authorization 
number and instructions. 
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Generate authorization for 
repair/replacement of the item and 
transmit authorization to repair depot. 
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Customer sends item to repair depot. \ 
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From Step 550 



Repair depot receives item, 
repairs or replaces item, and returns 
item to customer. 



Repair Depot bills Second Provider 
for repair or replacement. 



Second Provider pays Repair Depot 
for repairing or replacing the item. 
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